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5.-1.2 QUERY WINDOW

This window (see Figure 10 below) is used to display questions that TAFt needs answered in order to
properly process the trouble report. The user may have to ask the customer (using your 0\\-11 words)

about the reported trouble to get TAFI an answer or you may know the answer without asking the
customer. When a question appears in this window, you should enter the answer at the cursor prompt.

The question can usually be answered with Y for yes or N for no.

O? ?~-OO Trouble nlldIU~,lS f,ICllltdtloll Inter fdce BRTflflYN BST R2000.1 SIN

TN II aD _ Ifl1E
oos IrfiloREss

lltJN( nN . ,lACK N
8b I f<[ Nl I DR . HnlJl,H

IRES

I ~s trouble on all phones?

NOT II

RES I1AINT CONTRACT TOG
DAYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948

INO () ffll TONl I
IAT TIMES NO DIAl TOtE
ISLOW DIAl TOtE
ICAtl'T BREAK DIAl TOtE
IDIAl TOtE AFTER DIALING NUMBER
IBUSY/REORDER/RECORDING PICKlJ>

BOCRIS Data Available for 9999495038
Figure 10 - Sample Query Window

5.4.3 MESSAGE WINDOW

08: 14 08:46:37

Message windows are used by TAFt to provide the user with instructions or to give information

about the processing of the trouble report (see Figure II below).

TAFI is not very polite when it comes to telling the user something. When TAFI presents a
message window (it has a very thick boarder so you can't miss it), the message window takes

over complete control of the system. You could be in the middle of filling in some required data

when a message window appears on the screen and all ofyour keyboard entries are lost from

the instant the message window appeared.

TAFI needs to know that the user has read the information before it will resume processing the

report. The user tells TAFI that you have read the information by depressing the Enter key.
To respond to a message window, the user should:
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• Read the infonnation TAFI is telling

• Understand what TAFI is telling (and the user might want to make a note)

• Depress the Enter key to clear the Message Window
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RES MAniT CONTRACT TOG
DAYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948

I
I
I
I
I
I

,;[MUle_C'111
AT TIMES NO DIAL TONE
ISLOW DIAL TOtE
ICAN'T BREAK DIAL TOtE
IDIAL TONE AFTER DIALING tfJl'I3ER
IBUSY/REORDER/RECORDING PICKUP

m•••__•••
OOS

Trouble not on all phones
Has not tried another set
Not call ing rrOlll trbl loc

BOCRIS Data Available ror 9999495038
FIgure II ~ Sample Message Window

09: 10 08:47:33

5.4.4 THE BASE WINDOW AREA

The base window area (look at Figure 9 on page 40) is a display only area and is located in the lower
left comer of the main screen. This window area displays the Main Menu window or the Trouble
Entry Summary window. These windows are never displayed at the same time.

5.4.5 MAIN MENU WINDOW

This window lists a series ofoptions representing the first level of trouble determination selections. The
Main Menu is a list of trouble category options as shown in Figure 12 on page 46.

These options are:
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• DIAL TONE

• OUTGOING CALL

• !NCOMING CALL

• !RANSMISSION

• MEMORY ~ERVICE

• MEMORY CALL

• £ALLING PLANS/BILLING (ANI)

• 10NG DISTANCE

• PHYSICAL

• DATA PROBLEMS

• ENHANCED SERVICES

• NEW FLOW!

• NEW FLOW~

The Main Menu is displayed until it is overlaid with the Trouble Entry Swnrnary window (Remember
that the Base Window area can only display the Main Menu or the Trouble Entry Summary - not both

at the same time).

(V /~)~\)O II ""ble f1lo.d,I'>!', J ,I< j II t"t lOll [Iltell'dce BRim [YM BSI ReOOO I ~IM

1AES(ONN I)ONfll I) ::; M
1 [~) J'ilWNJ I 11<oos,.~

IolKG RES I1AINT CONTRACT TOG
2203 DAVS SINCE LAST TROWLE
MeAL B-9995559141 FRAME 999-555-4948

TN ••

(OUTGOING CALL
IINCOMING CALL
ITRANSt1ISSIlJ't
IMEt10RV SERVICE
IMEI1ORVCfl.L
ICALLING PUftS/BILLING (ANI)
ILONG DlSTAHCE
IPHYSICAL
IDATA PROOLEMS
IEI'IiAtUD SERVICES
INEW FLOW 1
INEW fLOW 2

111111'.111111

BOCRIS Data Available for 9995551049 00:24 08:49:51
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Figllre / l Jlwn .\le"l1

To select an item trom the Main Menu you have several choices:

• Depress the Tab key or Space Bar to move the cursor (highlighted area) down one
position per button push - then depress the Enter key to select your choice.

• Use the Up and Down Arrow keys to select your option - then depress the Enter key to

select your choice.

• Use the Hot Key selection method.

• Each menu selection has one letter highlighted (bolded, a different color or reversed
video depending upon the user's terminal type). For illustration, the Main Menu
listing on page 44 has these letters bolded and underlined. Just type one of these
letters to select the corresponding option.

• For example, to select Physical as the desired trouble category, just type the letter
P. TAFI will jump the cursor (highlight area) to the Physical entry and automatically

depress the Enter key for you.

5.4.6 SUB-MENU WINDOW

When an option trom the Main Menu is selected., a Sub-Menu window is opened. For example:

(V?') 'J(' II ou!lk fln.d'l'd" f ,I( III toll 101) [l)tCI LICC mom [YM B~" R?OOO 1 SIM

iAES(PNN DONnl [) 8c M
ll~) l'flWNII IRDOS~fIlOOE~

IolKG RES MAIHT CONTRACT TOG
2203 DAYS SUK:E LAST TROUBLE
HOAL B-9995559141 FRAME 999-555-4948

10·1')

/Ill III lONE I
IOUTGOII'fJ CALL
IIHCOI1II'fJ CALL
ITRANSI'11SSION
Ilt:t1ORV SERVICE
Itt:I1ORVCALL
ICALLII'fJ PLAtlS/BILLII'fJ (flU)
ILONG DISTANCE
IPHYSICAL
IDATA PROBLEMS
IENHANCED SERVICES
II'tEIoI FL()I.l 1
II'tEIoI FL()I.l 2

l"golli.o]I'
IAT TIMES NO DIAL TOI'E
ISU)I.I DIAL TOttE
ICAtI'T BREAK DIAL TOI'E
IDIAL TOttE AFTER DIALII'fJ NUMBER
IBUSV/REORDER/RECORDII'fJ PICKUP

I
I
I
I
I
I

BOCRIS Data Available for 9995551049 03:58 08:53:25
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Flgurc 13 .';lIh .t1CI1I1 Ewmplc

Based on the trouble described by the customer, the user selected an option from the Main Menu (i.e.,
Dial Tone) which generated the corresponding Sub Menu. Making a selection from the Sub Menu will

initiate the actual dialogue between the user and TAFI. (Notice that the Hot Key works for sub-menus
too.)

Tills selection will determine the flow of the customer contact. Based on the selection, TAFI will begin
to ask the user questions, direct the user to ask the customer questions, and/or instruct the user on what
actions to take. Therefore, the user must make sure that he selected the appropriate category to
represent the customer's problem.

Tills interaction with TAFI will take place in the Query and Message window area.

Once the user leaves the menu selection and begin the actual flow process (TAFI asking questions,
etc.), TAFI will overlay the Main Menu with the Trouble Entry Sununary.

The top halfof the Trouble Entry Sununary summarizes the flow of the contact. For example: Suppose
the user selected Dial Tone, then No Dial Tone from the sub-menu. Then TAFI tells the user to ask the
customer if the trouble is on all phones. If the customer answers yes, the user would enter Y. The
Trouble Entry Summary window will display each step in the process as a real-time audit.

O? ?~-I)O If ""b1.> fll),d\J'd', f .ICIII t.ltion Intel f.lcc BRlflF IYM BSI R2000.1 SIM
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I is trouble on all phones?

NOT

RES MAINT CONTRACT TOG
DAYS SINCE LAST TROUBLE
B-9995559141 fRAI1E 999-555-4948

II
lil['.gdl.'"11
(AT TIt'ES NO DIAL TONE
ISLOW DIAL TONE
ICAN'T BREAK DIAL TONE
IDIAL TONE AfTER DIALING tlJl'I3ER
IBUSV/REORDER/RECORDING PICKUP

{
I
I
I
I

BOCRIS Data Available ror 9995551049
Figure 14 - Example Query Window

04:32 08:53:59
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If you find yourself taking the wrong path, you can back up by depressing F6 (once for each step in the
process until you reach the appropriate selection).

O? 25 00 T, ouble An,tl\l'.ls Facth tation Inte, face BRIAF IYM ssr R2000 1 SIM

II! tftlE
OOS iI. ADDRESS

GlNN, nONAI D 1\ H
I l~) f'flWNf f rR

1AES

II

I~5 the line currently in use?

NOT
Trouble on all phones
RE8ACK=N

RES I1fIINT CONTRACT TOG
DAYS SINCE LAST TROUBLE
8-9995559141 FRAME 999-555-4948

IU@laO!.'.];, I
IAT TIMES NO DIAL TOI'I: I
ISL().l DIAL TOtE I
ICAN'T BREAK DIAL TOtE I
IDIAL TONE AFTER DIALING NUMBER I
IBUSY/REORDER/RECORDING PICKUP I

BOCRIS Data Available for 9995551049
Figure /5 LJU Question

05:23 08:54:50

This question controls when MLT testing can be accomplished. If Yes, TAFI will instruct the customer

to hang up so a meaningful test can be run.

Depending on the trouble being reported, you may receive more sub-menus or the Pop-Up Area

window will be activated for more data entry
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8
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TN II II ---IIII!lIJI.1Ioos

REACH" _
Get reach infor~tion and advise REMARKS ___
custo~er of co~it~ent. ACCESS" _
(If necessary. use F9 to enter REP BY ___
Access & COl'IlIIi tlllent infor~tion.) NHI CONN uAS"'-- _
................. ACCESS: A B
Line not in use (LIU=N) AT TIME OS 05-10-94 0500P

ISlQl.l 01 AS 05-10-94 Q50QP
1000'T B Be 05-11-94 0700P
10Ift... TO CUS OT ___
IBUSYIRE NOTE _

CAT ~ IRATE ~ CC ~

TRBL DESC NOT lOllElE _
AOTNI... NAR _

OT RECVO _
HTR:

EI'flIL:

~aiting for test results ... 10 sees
Figure /6 - Message Window

08:24 08:57:51
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1000'T B
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IBUSV/RE
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REI1ARKS XYZ Phone
ACCESSII .::..=----.__-
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NEW COI1t1 uoo><-- _

ACCESS: A B
OS 05-10-94 Q500P
AS 05-10-94 05Q0p
Be 05-11-94 0700P

CUS OT
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CAT CD IRATE ~ CC ~

TRBL DESC NOT lElElElE __ __

AOTNI... liAR _
OT RECVO _

HTR:
EI'flIL:

8

Infor~tion Available for 9995551049
Figure /7 - Access and Commitment Window

14:20 09:03:47

EP- Issue 5
September 2000

Subject to the Restrictions on the Notices Page
Page 49



CLEC TAFI User Guide

02 2~) \)0 TI ouble An.d'J~>1~, f acilltdtion Intel f.lce BRTAr IYM BSr R2000 I SIM

TN •• 1049 CONN, DONfll 0 & M
11~ PflWNH IR

lAES

Advise custo~er line tests okay.
Does custo~r agree to closeout?
(Answering YES will route to FECOTOK.)

RES MflItiT CONTRACT TOG
DAYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948

REBACK=N
Line not in use (LIU=N)

INO [) WL TONE I
IAT TIMES NO DIAL TONE
ISL()I.l DIAL TONE
ICAN'T BREAK DIAL TONE
IDIAL TONE AFTER DIALItil NUI'tiER
IBUSY/REOROER/RECORDItil PICKUP

15:07 09:04:34
Figure 18 - FEeD Recommendation

Multiple windows can be layered in the Pop- Up Area. As the flow continues and additional information
or actions are initiated, activated windows are layered over the inactive ones. The activated window is
always in front (and has the square cursor on it).

In this example trouble report, the customer did not agree to test results and the user answered N to the
"Does customer agree to closeout" question (see Figure 18). TAFI then routes the report to the
screener MA position in the BRMC for additional analysis.

=::} Note: In this example, the test results indicated a Test OK outcome. TAFI then examined the
NIW database to see if there is a history of CO blockage (which could cause a temporary No
Dial Tone (NDT) situation). No blockage data was found and, since the customer disagreed
to close the report, the report is routed to the MA with the outcome of the NIW query.
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INITIPL TROUBLE REPORT - ROUTE FOR HAtl)LItIi

TN 999 555 ..:10><.:49=- REPEAT tl EC 999 [JilT 62700000
LOC _

NAME CONN, DONALD &M
ADDRESS 115 PAWNEE TR

SUB tl SO tl

ACCESS: A B
CAT CD IRATE tl CC tl
SUB: CLSPLT NI tl

REACHII 8005551234 ACCESSII 8005551234
REMARKS CLECUI234567890 OKI _

TRBL DESC !:lQL lOOOl __

NARRATIVE -ndt-a/p-~SKIONE

MTR: LINK: _
NEW CONN ..."AS"--- _

CUS DT _
DT RECVD _

CALLEDU _
REP BY ~Ge!ane.!!L_ _

NOTE _

OS 05-10-94 0500P
AS 05-10-94 0500P
BC 05-11-94 070QP

-'-""'-- HAtlJLE BLKN MISC uH98""'- _

Inror~tion Available for 9995551049 03:42 08:58:11
Figure 19 - TAFI Trouble Report Screen

When all entries have been made on the Trouble Entry screens, the Enter key is pressed to initiate the
LMOS Trouble Report. The screen disappears and the Initial Trouble Entry Screen is displayed to
begin processing the next report. When the user completes the TAFI transaction, on of three possible

outcomes occur:

• The problem is resolved and an LMOS trouble report is initiated and closed.

• The problem is placed in an LMOS trouble report and routed to the appropriate work
group for handling. (This includes sending reports to the Technical Support (TECH) group
of MA's for manual screening because TAFI does not have enough information to make a

determination.)

• The problem is cleared by TAFI as a transfer situation (i.e., refer to Business Office).

5.5 TAFI ON-LINE JOB AIDS

TAFI has on-line references that provide information about various products and services BellSouth

provides, along with other information useful in processing a trouble report. This window may be

accessed through the Help window function key (Fl).

~ Note: The Help Key (Ft) can be depressed at any time and from any TAFI

window to obtain reference information ... even without a telephone number entered
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in the Initial Trouble Entry Window. The user should access this resource and
become familiar with all of the infonnation available.

=> Note: To maintain parity, the CLEC user has access to all of the resources

available to a SST user ... even though not all of these resources are applicable to

the CLECs repair effort.

To review the on-line job aid capabilities, the user should log into the CLEC TAFI system:

02 ?5 00 Tlouule fln.dU'Jl<, f,ICllltdtlOIl Illterf.IC{) BRTm IVM BST R?OOO 1 SIM

TN • • _ •••__ NAME

OOS r-ADORESS

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

~ May contain fra~nted CPNI, to be used only ~

~ consistent with your CPHI training. Not to ~

~ be used for sales and ~rketing purposes. ~

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

lIexitI:supervise

IIDIiIII TN ••
IOUTGO
IINCOI1 Queue ManageJllent? I
ITRANS
IMENOR liprofile IEqueued
IMENOR
ICALLI
ILOt(]
IPHVSI
IDATA
IENHAN
INEW FL.--------------------'
INEW FLOIoI 2

No troubles in queue 08:13: 12
Figure 20 - Initial Trouble Emrv Window

Depressing the F I Help function key will result in obtaining the TAFI Master Help Menu:
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0'1 1-00 I. ouble nn,dU'>1~, FacIII tdtlOn Inte. fdce BRrm IYM BSI R2000.2 SfM

TN •••••••_NAME
DOS .--ADDRESS

TN •••••••_

llsupervise lZexit

1111111_, Queue Managet'lent? I
IOUTGO I
IINCOMI IIProfile llqueued
ITRANSM
IMEMORY MMMMMMMMMMMMMMMMMMMMMM

IMEMORY M May contain fra~n

ICALLIN M consistent ~ith you
ILONG D M be used for sales a
IPHYSIC MMMMMMMMMMMMMMMMMMMMMM
IDATA pL.--------1
IENHANCED SERVICES
INEIol FLOIol 1
INEIol FLOIol 2

No troubles in queue

TAF I MASTER HELP MENU

II'HONf L I~; f I
IFEATOOE AIDS
IAPPLICATION OVERVIEIol
IMAINTENANCE PLANS
ITAFI HELP
IUSER NOTES

02:46: 18
Figure 2/ - TAFI Master Help Menu

The user would select the specific job aid from this menu.

5.5.1 PHONE LIST

As a resource for the TAFI user, the system maintains a list of referral telephone numbers that may be
used during the resolution of a customer's trouble report. Although many of these numbers are intended
for BellSouth's repair attendants, the CLEC user will fmd a number of them useful as well.

Selecting the Phone List option produces the following sub-menu of options:
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TN ••••••••oosn

***********************
* May contain fraQ"ent
* consistent with your
* be used for sales an
***********************

~ TN ••
IOUTGO
IINCOM Queue Manage~nt? I
!TRANS
!MEMOR liprofile llqueued
IMEMOR
ICALLI
ILONG
IPHYSI
IDATA
IENHAN
INEIol FL---------I
INEIol FLOiol 2

HELP LOOK lJ>

900 TROUBLE REPORT ING LOOKUP
ANNOYANCE CALL CENTERS NUMBERS
BellSouth Entertain~nt

BellSouth Paging
CLEC LOQKlJ> TABLE
DBAC/AIS
FCF ADMIN NUPlbers
FREQUENTLY DIAlED NUMBERS - COIN
FREQUENTLY DIAlED NUMBERS - ALABAMA
FREQUENTLY DIAlED NUMBERS - CAROLINAS
FREQUENTLY DIAlED NUMBERS - FLORIDA UP
FREQUENTLY DIAlED NUMBERS - GEORGIA
FREQUENTLY DIAlED NUMBERS - KENTUCKY
FREQUENTLY DIALED NUMBERS - LOUISIANA
FREQUENTLY DIALED NUMBERS - MISSISSIPPI
FREQUENTLY DIALED NUMBERS - TENNESSEE
GLOBAL CALLING CARD &800 PLATFORM

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
llup IIdown ~~ccept

08:17:25
Figure 22 - Phone List Menu

Notice the function key instructions located at the bottom of this Phone List menu. To select an item on
this menu the user must use the function keys F3 (for down) and F2 (for up) to move the highlight area.
Once the desired option is highlighted. depress the Enter key. Also notice the row of down arrows at
the bottom of this menu. This indicates that more options are available. To view these additional
selections, the user must depress the Page Down key.

I),' ?'y 00 Iloubl,' An" hj',t·, r .\('1 Ill. .--------------------.,

TN ••••••••OOSn

*~~*~******~**~********

* May contain fraQ"ent
* consistent with your
* be used for sales an
**~~******~*~**~~*~****

lIJJm. TN ••
IOUTGO
IINCOM Queue Mana~nt? I
ITRANS
IMEMOR IIprofile I!queued
IMEMOR
ICALLI
ILONG
IPHYSI
IDATA
IENHAtI
INEW FL---------
INEW FL()l./ 2

I£LPLOOK UP

CLEC LOOKUP TABLE
DBAC/AIS
FCF ADMIN NuIIlbers
FREQUENTLY DIALED NUMBERS - COIN
FREQUENTLY DIAlED NUMBERS - ALABAMA
FREQUENTLY DIALED NUMBERS - CAROLINAS
FREQUENTLY DIALED NUMBERS - FLORIDA UP
FREQUENTLY DIALED NUMBERS - GEORGIA
FREQUENTLY DIAlED NUMBERS - KENTUCKY
FREQUENTLY DIALED NUMBERS - LOUISIANA
FREQUENTLY DIALED NUMBERS - MISSISSIPPI
FREQUENTLV DIALED NUMBERS - TENNESSEE
GLOBAL CALLING CARD & 800 PLATFORM
ISDN REFERRAL NUMBERS
RESELLERS CONTACT NUMBERS LIST
TREC Centers
WMC CUT CABLE REFERRAL LIST

08:20:01
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Selecting the CLEC Lookup Table (by depressing F3 until this option is highlighted and then depressing

the Enter key) produces the following outcome:

O? ?5-00 rroub Ie And I~J" i" Fac 111 t

~~**~~**~*~~~~**~~~*~*~*~~~~*~~~~~~***~~~*~~~*~~**~~*~~~~~~~~*~~~~~~~~~~~~~*~~

~ Subject : CLEC LOOKUP TABLE
~~*~~*~~~~*~~~*~~~~~~~*~~~***~~**~~~**~*****~~~~**~~**************************

TOPIC: CLEC CONTACT NUMBERS LOOKUP LISTING IIIUPDATED 02-10-2000

OCN CLEC's Full Na~ Repair U Order U Narrative

2586 2nd Century C~. Inc
4166 A-1 Mobile
4167 ABC Connection
2529 Accelerated Connection (ACI Corp)
4380 Accelerated Connection (AeI Corp)
7652 Access ~erica (Tele-Sys, Inc.)
2720 Access Integrated Networks. Inc.

888-272-8778 888-272-8778 2nd Cent
888-567-5335 888-567-5335 A-1 Mobile
770-222-7079 770-222-7079 ABC-Conn
888-706-0058 888-706-0058 Accelerate
888-706-0058 888-706-0058 Accelerate
800-860-2140 800-860-2140 Access A~.

912-475-9800 912-475-9800 Access Net

IENHANI *~**~***~**************
INEW F---------
INEW FLOW 2 I

FREQUENTLY DIAlED NUMBERS - TENNESSEE
GlOBAL CALLING CARD &800 PLATFORM

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
!Bup tldQtlll'l mI-accept

08:20:43
Figure 24- CLEC Lookup Table

The TAFI Help system is displaying the text of a file that is longer than the number of lines available in
this window. You know this because the word "end" does not appear as the last line of information.

The word "end" is called the End of File mark or EOF.

To view the additional information, depress the Page Down key on your keyboard. If the EOF is still

not displayed, depress the Page Do'Ml key again to view the next window of information. Also, if you

have scrolled do'Ml too far, you can move back up the file by depressing the Page Up key.

Depressing the Page Down key from Figure 24 produces the next page of test information:
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02 2~ 00 rr oub 1(' fhtlU'.I~, rde III t,

2720 Access Integrated Net~rks. Inc.
7039 Access Integrated Net~orks. Inc.
8780 Access Point
4834 Actel Integrated C~unications

4835 Actel Integrated Co~unications

4883 Actel Integrated Co~unications

6111 Adelphia TelecOM of FL
8932 Advance Phone Syste~

8383 Advanced Cellular Corp.
8839 Advanced Tel. Inc.
7774 Advanced Tel. Inc. (EATel)
6189 Advantel Co~~nications, Inc.
8471 Advent Consulting &Technology
4208 African-A~erican Teleco~~ Inc.
7017 Alec. Inc.

912-475-9800 912-475-9800 Access Net
912-475-9800 912-475-9800 Access Net
800-957-6468 800-957-6468 Access Pnt
877-700-9400 877-700-9400 Actel
877-700-9400 877-700-9400 ActeI
877-700-9400 877-700-9400 Actel
800-345-4319 800-345-4319 Adelphia
888-779-5330 888-779-5330 Advance
888-397-6490 888-397-6490 Adv Cell
504-621-4300 504-621-4300 Adv-Tel
504-521-4300 504-521-4300 Adv Tele
800-832-1880 800-832-1880 Advantel
813-715-1619 813-715-1619 Advent
888-327-5228 888-327-5228 African-~

502-422-5363 502-422-5363 Alec Inc

IENHANI ********~**~***~~*~~~**
INElJ F---------
INElJ FLOlJ 2 I

FREQUENTLY DIALED NUMBERS - TENNESSEE
GlOBAL CALLING CARD & 800 PLATFORt1

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
IBup IBdOWl lIDIBaccept

08:21 :06
Figure 25 - Next Page olCLEC Lookup Table

Notice that as the user scrolls down a window, the last item on the first page becomes the first item on
the second page, etc. This designed overlap provides a measure of confidence that items were not
skipped over.

The primary user for this CLEC Lookup Table is the BST employee. Should your (CLECs) end-user
customer call BST in error to report a problem, this table will provide the correct referral number. The
Repair # routes callers to your maintenance operation while the Order # provides access to your
Business Office (sales).

5.5.1.1 CLOSING THE HELP WINDOWS

When you have finished viewing the selected information, depress the F6 function key to retrace your
steps. For example, depressing the F6 key one time will return you to the Phone List menu.
Depressing it a second time will return you to the TAFI Help menu and depressing F6 a third time will
return you to the Initial Trouble Entry Window (or where you were when you depressed the Help Key
(F I».

5.5.2 FEATURE AIDS

Suppose the customer calls and advises that he has forgotten how to activate his Call Forwarding
feature. After entering the customer's telephone number in TAFI, the user can quickly verifY if the

Page 56
Subject to the Restrictions on the Notices Page EP-Issue 5

September 2000



CLEC TAFI User Guide

customer is paying for Call Forwarding by depressing the F7 function key. Doing so produces Figure
26:

~ Note: The F7 option translates the USOC coded feature information found on the
customer's CSR list into English terms. The USOC code is shown on the left with
the English translation on the right.

1)'1 (00 Tlould" nrhdU'Ji<, f ,lelll tdtion Intel fdce BRrnFIYN SST R2000 2 SIN

TN II liD r-! tR1E
DOS ADDRESS

llUNt flN. ,JnrK M
8b ( HI NI t lJH < HflUIJH

iRES

J.l(G RES MAINT CONTRACT TOG

----- BOCRIS Features -----
I13BRX Helllory Call Service
MWW Message Waiting/Stutter Dialtone
PIC Long Distance Carrier (0288)
TTR Touch Tone
ESX Call Waiting
ESX Cancel Call Waiting
GeE Call Forwarding Variable
GCE Call Forward Busy
GCJ Call Forward Don't Answer
RCVC Call Forwarding Ringing Cycle (4)
NSS Call Return
SEQ1X Wire Maintenance Plan
LPIC Intralata Carrier (5124)

00:28 02:49:27
Figure 26 - Customer Feature Listing (F7)

Assume for the moment that the user is not familiar with how to activate the Call Forwarding feature.
The user can obtain instructions on the operation of a vast number of features from the TAFI Help
utility. Depressing F1 produced Figure 21 - TAFI Master Help Menu. From this menu., selecting the
Feature Aids option will produce a listing of available features documented as shown in Figure 27 
(Help) Feature Aid Listing:
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TN • •••••I!!I!IJI
oosrA

~~MMMM*****************

* May contain fra9"6nt
* consistent ~ith your
* be used for sales an
MMM*MM***MM***MM***M**M

DDmI TN ••__.1
IOUTGO
IINCOM Queue ManageMnt? I
ITRANS
IMEMOR ilprofile llqueued
IMEMOR
ICALLI
ILONG
IPHVSI
IDATA
IENHAtf
INEIol F'----------I
INEIol FLQI.I 2

HELP LOOK UP

ftNONYMOUS CAL L RE JECT ION
CALL BLOCK
CALL FORIolARDING
CALL FORIolAROING DON' T A~R
CALL RETURN
CALL SELECTOR
CALL TRACII'Ii
CALL lolAIT II'Ii
CALL IolAITII'Ii DELUXE
CALLER 10
CALLING NUH DELIVERV BLOCKING PER CALL
CALLING NlJtG:R DELIVER"!' BLOCK
MAINTENANCE PLANS
MEMORV CALL ANSIolERING SVC PLUS
MEMORY CALL BASIC
MEMORY CALL DELUXE
MESSAGE DELIVER"!' SERVICE

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
IBup IIdown IIDIDaccept

08:22: 15
Figure 27 - (Help) Feature Aid Listing

=> Note: As demonstrated in Figure 22, this option has more entries than can be
displayed on a single screen. To view these additional options, depress the Page
Down key.

Selecting the Call Forwarding option will produce a text file describing how to use this feature as shown
in Figure 28 (see page 59).

Notice that the word "end" does not appear at the bottom of this window. Therefore the user knows
there is more information on this subject available. To access this additional information, depress the
Page Down key. Read the information provided and then depress the Page Down key sequentially
until reaching the EOF mark.
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1'*.......1...."'.;""••" ..'"I
HELP LOOK UP

MESSAGE DELIVERY SERVICE

MMMMMMMMMMM~MMMM~~MMMMM~MMMM~MMMMMMMMMMMMM~MMMMMMMMMMMMMMMMMMMM~MMMMMM~MMMMMMM

M Subject : CALL fORWARDING
MMMMMMMMMMMMMMMMMMMMMMMMMMMMMMM~MMMMMMMMMMMMMMMMMMMMMMMMMM~~~M~MMMMMMMMM~MM~~~

TOPIC: HO~ TO USE CALL FORWARDING

1- Listen for a Dial Tone.
2- Dial 72U ~ith Touch-Tone service

(72 with rotary or dial pulse)
3- Listen for a second dial tone, and dial the nu~r you want

your calls forwarded to.
4- Listen for ringing, infor~ the party ~ ans~rs that you

forwarding your calls to their ~r.
5- Your calls are now forwarded .

I
INE~ fL.-I---------1

INE~ FL~ 2 vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv

••••••••••••• L--.:!Bu::.:.:P=---.:.~.:-=-dO.:..::wn~~!I~n~"::t'a.:..::c~ce.:..:p.:..::t__~-:-::-~
08:23:37

Figure 28 - Call Forwarding Help Text

5.5.3 APPLICATION OVERVIEW

This option provides a brief, high level, overview ofhow the TAFI system operates:

(V ?~) lJu Tr o"blP fln.oI'l'd<, f d' III LIt rOI, [IlLE'1 Ltce BRTrlf [VN BSI R2000 1 SIN

TN •••••••OOS.,.~~

~~~M~M~M~~~~~MMM~M*MMM****M****M****~*M*****M*******M***MMMM*M****M**M*****MMM

* Subject : TAfI Overvi~

M~M~**M******MM*MMM***MMMMMM**MMMMM*M**MM**MMM*****MM*M***M**M*MMMMM**MMMMM**M

The Trouble Analysis Facilitation Interface (TAFI) for Bell South
Teleco~~ications (BST) is a rules-based syste~ providing aut~ted

trouble receipt and screening. TAfI is a powerful application that guides
its users through a series of questions and instructions to resolve custo~er

service and line problelllS. These questions and instructions, called flOlllS,
trigger the gathering of the relevant data frOlll the custOJller as lllell as BST's
existing applications and SystelllS. TAfI processes the data to provide rapid.
consistent. and efficient proble~ analysis and processing.

Upon receipt of a custOJller call. a TAfI user inputs whether the custOJller
considers hilllSelf/herself without service. the affected telephone ~er,

08:26:28
Figure 29 - Application Overview
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SS-l MAINTENANCE PLANS

ThIS section provides infonnation on the various SST maintenance coverage options.

~ Note: Many CLECs have opted not to purchase SST's maintenance plans and
this data may not be of any benefit to them ... others have.

Ob I.' (If) I, oublc An,d'l'd" FdCLlI t,

TN __•••••_

OOSrA

HELP LOOK UP

WMI' flI H H HOURS LABOR USOC W CHARGr S

TN __

~ DEFINITION OF TECHNICAL TERMS
~ INSTAlLATION USOCs W-CHARGES
IolI1P MAINTENANCE-REPAIR USOCs 1ol-0-ffiGES
IolI1P MATRIX-MAINTENANCE PLAN

IIOmM' Queue ManageJllent? I loti' NfI'E Atf) DEFINITION
IOUTGOI IoItf> PREHISES I«<JRI( Ctf'lRGES
IINCOI1I IiProfile IBqueued
ITRANSM IBuP _down !IIIIIIaccept
I!'EMORY IOOOIlOOOEIOOOElElOOOOOElElOE L..- --'

I!'EMORY lE May contain fra~

ICAlLIN lE consistent with you IPHONE LIST
ILotIi 0 lE be used for sales a IFEATlM AIDS
IPHYSIC lElElElElElElElElElElElElElElElElElElElElElE APPLICATION OVERVIEW
100TA P'----------I UliJpgiillimm••1)
IEtlfttCED SERVICES TAFI I£LP
INEW FLQI.l 1 IUSER NOTES
INEW FLQI.l 2

No troubles in queue
Figure 30 - SST Maintenance Plans

Selecting one of these options will provide specific details about the individual plan.

5.5.5 TAFI HELP

05:45:22

The TAFI Help option contains a number of reference options as well as providing some additionalloak
up functions. Selecting this menu choice produces the options found in Figure 31 - TAFI Help Option
located on page 61.
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Ob 12 00 TI ouole Andlu~i" Factll t,

TN __ • __••_

oosrA

TN __

DEDIIID Queue Manage~nt? I
TQUTGOI
IINC0l11 IliProfi Ie liqueued
ITRANSM
IMEMORY ~~~~~~~~~~~~~~~~~~~~~~

IMEMORY ~ May contain fragt'len
ICAlLIN ~ consistent with you
ILONG D ~ be used for sales a
IPHYSIC ~~~~~~~~~~~~~~~~~~~~~~

IDATA P'-----------I
IENHANCED SERVICES
ItBI FLOW 1
INEW FLOW 2

No troubles in queue

I-£LP LOOK UP

BACKDATE CODES &USAGE
BACKTAlK
umH II R [()[ Nr IF 1Cfll ION
PASSIolORO MAINTENANCE
TAFI ADMIN PROCEDURES
TAFI NAVIGATION AID
VIDEO TRIAl COVERAGE AREA
IolMP AfTER ~S LABOR USOC W-CHARGES
IolMP DEFINITION Of TECHNICAL TERMS
~ INSTALLATION USOCs Iol-CHARGES
IolMP MAINTENANCE-REPAIR USOCs Iol-CHARGES
IolMP MATRIX-MAINTENANCE PLAN
IolMP Ifl'E Rtf) DEFINITION
IolI1P PREMISES WORK CIflRGES

IIuP IEdown ~accept

05:31:53
Figure 3/ - TA Fl Help Option

A useful look up option is the Carrier Identification entry. Reviewing this file will show the Preferred
Interexchange Carrier (PIC) code for every long distance carrier in the BellSouth region. The list is
sorted by PIC code (see Figure 32 below).

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

~ Subject : CARRIER IDENTIFICATION
~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

Updated 12-14-1999

TOPIC: CARRIER CROSS-REFERENCE TABlE

PIC ID

oooS

0009

0011

CARRIER NAME

TELE-FIBERNET

I-£ARTLINE COI1I1. INC.

HETROMEDIA LONG DISTANCE

SVC TEL. tUlBER

SOD-226-88888

800-569-22000

SOO-275-22733

IEttfllCED SERVICES
INEW FLOW 1
INEW FLOW 2

No troubles in queue

I (&up .oo...n IIDIII-accept

,------
Figure 32 - Carrier Cross-Reference Table

05:33:51
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The BACKTALK system referenced in the TAFI Help Menu is an internal
BeliSouth interactive voice response system used to communicate with the
Residential end-user. Since all dialogue regarding a CLEC trouble report is
between BeliSouth and the CLEC, this BACKTALK system that is not used for
processing CLEC trouble reports.

5.5.5.1 TAFI NAVIGAnON JOB AID

To assist users after their initial training (and introduction to this document), the TAPI Help section
contains a TAPI Navigation Job Aid. This section contains information on how to move around the
TAFI screens.

Ob I? lOO T,oublP nll.dlj~,J·. F"CIII t.

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

~ Subject : TAFI NAVIGATION AID
~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

TOPIC: NAVIGATION AID FOR TAFI USERS /I/UPDATED 5-22-00

~~ Navigating Through TAFI ~~

Once logged into the TAFI systeJII. the systeJII will guide the user through

the trouble entry and resolution process by:

IENtflNCED SERVICES
ItEW FLOW 1
ItEW FLOW 2

No troubles in queue

5.5.6 USER NOTES

I IBuP lIdown lDIIIoaccept

Figure 33 - TAFI Navigation Job Aid

05:42:04

The TAPI system is constantly evolving to accommodate new features. services and changes in SST's
backend processing methodology. As new TAFI system enhancements are developed, they bundled
together to form a new release of the software. The TAPI release numbering scheme is: current year .
major release number. minor release number. A major release typically includes new functionality while
a minor release typically addresses bug fixes. For example, Release 99.1 was the first major release
issued in 1999. Release 99.1.1.1 represents a minor release (or modification) to major release 99.1.
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06 1200 Trouble Ar"IIU<Ji~; Faclllt,

TN ••••••••
oos I A

TN ••••_I
1U1U1•• Queue Mana~t? I
IOUTGOI
IINCOMI IIProfile _queued
ITRfl'lSM
IMEMORY ~~~~~~~~~~~~~~~~~~~~~~

IMEMORY ~ May contain fragNen
ICAlLIN ~ consistent with you
ILONG 0 ~ be used for sales a
IPHYSIC ~~~~~~~~~~*~~~~~~~~~~~

IDATA pL--------1
IENIfllCED SERVICES
INEW FL().l 1
INEW FL().l 2

No troubles in queue

tELP LOOK UP

2000.0.0.1 USER NOTES
2000.1 USER NOTES
2000.2 USER NOTES
2000.2.0.1 USER NOTES
2000.2.0.2 USER NOTES
,'oon .~ US[ R NO \I S
99 .1 USER NOTES
99.1.1.1 USER NOTES
99.1.1.2 USER NOTES
99 .2 USER NOTES
99 .3 USER NOTES
99.3.0.1 USER NOTES
99.4 USER NOTES
99.4.0.1 USER NOTES
99.4.0.2 USER NOTES
99.5 USER NOTES
99.5.0.1 USER NOTES

vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv
IiuP _<bin ~oaccept

05:34:49
Figure 34 - User Notes Menu

Many of the enhancements discussed in these User Notes address items that
occur behind the scenes and are transparent to the users (e.g., changes in
TAFI's flow to process a report).

Selecting the 2000.3 User Notes option from this menu will produce:
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HELP LOOK UP

******~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~*~~~

~ Subject : 2000.3 USER NOTES
**~~~*~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

TOPIC: TAfI 2000.3 USER NOTES IIIUPDATED 5-23-2000

B.A.U.
PSO
PRED
SO

-) Business As Usual
-) Pending Service Order
-) Predictor
-) Service Order

WRU 504 Change LNP Close Codes
This request will change all occurrences of the H26 close code to HIIW in all
LNP flow logic. This is being done to correct the routing of these type

1•••1tE.W.F.L()I.l••2•••••••••
1

L~~~vv=v=-vv_vv~.~vv':::dolIln.::.vv=vv~v_v~li~i~"~.v~;=-~~~:..:~:..::vv:..:t:...v_v_vv_v_v__v_vv-=v_v_vv~
No troubles in queue 05:35:26

Figure 35 - Sample User Note

Each change in the TAFI system is represented by a Work Request number (WR#) and the associated
note addresses how the given request was handled in the new release.

5.5.7 OTHER RESOURCES

In addition to the on-line resources, the call guide pages of the BellSouth telephone directory make a
wonderful job aid for instructing customers on the proper utilization of their service.
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